Giving and Receiving Constructive Feedback

@ Introduction

® Giving
Constructive
Feedback

@ Receiving

Constructive
Feedback

® Final Quiz

CBT Contents  Resources Support n Page 6 of 73 D

Giving and Receiving Constructive Feedback ‘!

@ Introduction

® Giving
Constructive
Feedback

@ Receiving
Constructive
Feedback

® Final Quiz

CBT Contents  Resources Support n Page 7 of 73 D

Page 1 of 34

u
. Bl LEARMNING | SERNTER

Introduction

"Hi, | am Anne. My manager Tom, wants me to
work more closely with Robert, our newest
analyst on the team. Tom and | both noticed that
Robert is capable of doing much better work
than he is demonstrating. I'll bet this course will
help me build the skills | need to help Robert
become a real team member.

If this course helps someone like me, | know it
will help you too "

2
Feedback Introduction

If vour thoughts are somewhat negative about
receiving constructive feedback, then you may have
similar thoughts about giving feedback.

For many of us, constructive feedback can have a
negative association. As a result, it can be challenging
to give and receive feedback well.
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A Fresh Look

With this course, we are making a conscious
decision to focus on giving and receiving
feedback about things that are off-track or are
difficult.

Today will be a fresh look at constructive
feedback. You will explore ways constructive
feedback can help in your day-to-day work
environment.

T
New and Different Things

What we do in state service increasingly impacts
the work of others and vice versa. At the same
time, the pace of change means we find ourselves
doing new and different things, often without the
time we would like to spend learning how to do
these things well.

Do we ever take the time to think about the
long-term effects of what we do?
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This completes the Introduction chapter of this
training course. Click on the Chapter
Complete button below to continue on to

@ Giving the next chapter. Ch&pt@f

@ Introduction

Constructive
Feedback

- Complete Chapter ]
® Receiving -
Constructive
Feedback

® Final Quiz
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Constructive Feedback Builds

Without realizing it, we may do things that make it
harder for other people to do their jobs well. When
nothing is said or if something is said or received

@ Giving the wrong way, we all lose.
Constructive

Feedback

@ Introduction

Well-delivered and well-received constructive

@ Receiving feedback, from any source, can open the door to
Constructive creating work environments of openness, mutual
Feedback respect, creative problem-solving and learning.

® Final Quiz
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Define Constructive Feedback

Constructive Feedback is:

@ Introduction

#* the return of information about the result of a
® Giving process.
Constructive

Feedback #* information-specific, issue-focused and based

® Receiving on observations.

Constructive
Feedback * givento improve a process.

® Final Quiz

u
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Points To Remember:

* Sometimes people give feedback without having all the

® Introduction facts.
» Feedback is tied to each experience.
® Giving * The giver and receiver may both feel negative about
Constructive the feedback.
Feedback ] )
It takes a lot of skill and courage to give and
® Receiving receive constructive feedback. These can be
Constructive difficult conversations
Feedback )
. . We will now explore some ideas associated with
e such conversations that will help us discover the
ideas many people have about giving and receiving
feedback.

CBT Contents  Resources Support n Page 13 of 73 D
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Two Varieties of Feedback

: Constructive feedback is information-specific,
@ Introduction issue-focused and based on observations. It
comes in two varieties:

. e * Positive feedback is news or input to an employee
= about an effort well done.
* Negative feedback is news to an employee about an
® Receiving effort that needs improvement. It does not imply a
Constructive terrible performance, but rather a performance in which
Feedback the outcomes delivered should be better. Therefore,

negative is not a negative word in this instance.
® Final Quiz
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Interpersonal Skill

Giving feedback is one of the most important

@ Introduction interpersonal skills for a manager. The purpose of
constructive feedback is to provide information
@ Giving that will contribute to improvements and create
Constructive better results. For feedback to be useful it has to
Feedback be actionable, otherwise it's likely that the situation
@ Receiving or behavior will recur.
Constructive
Feedback Whenever you're giving feedback, keep in mind
that you'll probably have an ongoing relationship
® Final Quiz with this person, so use your feedback to reinforce

good relations.

CBT Contents  Resources Support n Page 15 of 73 D
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Beneficial Results

Offering constructive feedback can seem like a

@ Introduction daunting task.

e
\

-

@ Giving However, when you approach the task with good
Constructive intentions, rather than criticism and judgment, you
Feedback create positive input with beneficial results.

@ Receiving
Constructive
Feedback

® Final Quiz
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Review 1

Feedback is a way to let people know how
effective they are in what they are trying to
accomplish or how they affect you. It provides a

@ Introduction

@ Giving way for people to learn how they affect the world
Constructive around them and it helps us to become more
Feedback effective. At its core, constructive feedback is

@ Receiving merely information.

Constructive
Feedback Do vou believe this definition sounds like giving
and receiving constructive feedback is pretty

® Final Quiz simple and straight-forward?

CBT Contents  Resources Support n Page 17 of 73 D
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Anne's Review

"l need to review to make sure that I'm getting this.
@ Introduction

* |'lluse constructive feedback on a day-to-day basis to
® Giving improve our work environment.

E:e";:a“c:"e * Well-delivered and well-received feedback can
c create openness, mutual respect, creative
® Receiving problem-solving and learning.
Constructive * |need skill and courage to deliver constructive feedback which
Feedback is information specific, issue-focused and based on
observation.
@ Final Quiz * Sowhen | see a behavior or task that requires improvement, I'l

share it with Robert as soon as | can.

* The purpose of constructive feedback is to provide information
that will contribute to improvements and create better results.

* |'lluse constructive feedback to reinforce good relations.”

CBT Contents  Resources Support
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Others' Perspectives

We naturally tend to go through life acting and
speaking from our own experiences, values and
perspectives. This behavior can add to or even

@ Introduction

® Giving create difficulties in communication.

Constructive

Feedback Sometimes, the hardest thing for us to do during a
@ Receiving conversation is to remove the focus from ourselves.

Constructive We often express our opinions, offer

Feedback recommendations, focus on our wants and so on,

instead of really listening to and understanding the

® Final Quiz needs, wants or perspectives of others.

CBT Contents  Resources Support n Page 19 of 73 D
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Perspectives Impact Feedback

For us to effectively give and receive feedback, its
important to first understand how perspectives
impact feedback.

When we give or receive feedback, it can be
difficult to listen to ideas, values, approaches and
practices that are different from our own.

Do vou think there are any benefits or downfalls to
focusing mostly on ourselves i.e., our own ideas,
values, approaches and practices during feedback
situations?

We get what we want.

It feels good when people listen to us.

We like to be seen as "in charge.”

People who are heard, get respect, get promoted, etc.
It is easier than trying to please everyone.

People need someone to follow - some people are
leaders and some are followers - the leaders get heard.

+ |f you don't speak up, don't make a decision or set a
course of action, sometimes no one will.

. & & & & @

=
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Downfalls of Focusing on Ourselves

* Youdon't get as many perspectives.
L ] + Youdon't learn from people around you.
e * Youmay not make as many "friends.”

b {C;::r:snlg'mﬁve * People won't like talking to you.

Feedback * Youmay not have the best idea or all of the information.

s * |t'srude.

s * Youmay not make the best decision.

Feedback * People won't want to do what you want because they are not

included in making the decision. |

® Final Quiz * Youwon't get the buy-in from others on decisions and

implementation plans.

Giving and Receiving Constructive Feedback

Shift The Focus

: It is okay if we have more downfalls than we have
@ Introduction benefits. The point is that it is better to communicate
from many perspectives.

® Giving
Constructive Let's look at how shifting focus can help us
Feedback overcome problems in how we communicate and
@ Receiving interact.

Constructive
Feedback

® Final Quiz
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A Story About Your Life

Think of a good story about your life - something that
excites you or makes you feel proud, happy or
important. It could be a favorite vacation, a great
accomplishment that you or your team realized, the
best job you've ever had or the best place where
you've ever lived.

Write this short "story” on a blank sheet of paper.
However, you are not to use the words:

- IIIII

- Irh..l-‘:frll'

* "Heor She"
Find a way to communicate without using these words.

Then write:
* Why you chose this story
* Why it is interesting or important
* (Other significant details

More Writing

Answer these questions for yourself:
* Was that difficult? Why? Why not?

* Were you able to get all of your points across that you
wanted to? If yes, how did you do it? If no, why not?

* How uncomfortable was it for you not to express directly
what you felt or thought about something?

# Did you bring out different points and highlight other
people and things since you could not focus on yourself?

* What were you able to say instead?
* What was your focus?

* Could changing our perspective and way of speaking
during a feedback discussion change the outcome of the
conversation? How?

Again, on your piece of paper, write on what needs to
happen in order to focus on something other than your
own perspectives during a conversation.

u
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Shift The Focus

Shifting the focus to another person is hard to do
at first. It can feel uncomfortable. You may feel
that you can't really say what you are thinking;

@ Introduction

® Giving however, shifting the focus allows you to look at
Constructive the topic through "new eyes.” It allows you to see
Feedback other points of view that could be valuable to the
@ Receiving outcome.
Constructive
Feedback This style of communication also allows others to
be included. Sharing the conversation takes the
® Final Quiz pressure off and allows others to fillin the gaps.

Everyone participates, everyone learns and
everyone helps create the solutions or outcome.

CBT Contents  Resources Support n Page 26 of 73 D
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Feedback With Coworkers

When we think of constructive feedback, we often
think of a conversation between a leader and the
people whose performance that leader manages.

@ Introduction

® Giving

Constructive However, feedback is also valuable between

e co-workers. Let's name some of the feedback
@ Receiving opportunities we have at work.

Constructive

Feedback Think of and identify as many feedback

opportunities as possible. Avoid using people's

@ Final Quiz names. Focus on the issues.

CBT Contents  Resources Support n Page 27 of 73 D

Page 11 of 34




Giving and Receiving Constructive Feedback

Ask yourself these questions:

#* \What are the challenges in some of the opportunities?

+ What are the benefits to giving constructive feedback
effectively?

@ Giving * What might happen if you withhold constructive feedback?

e * Can you think of the advantages to feeling confident
enough to give constructive feedback in any situation?

@ Introduction

@ Receiving
Constructive
Feedback

® Final Quiz

u
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Review 2

* Atits core, constructive feedback is merely information.

+* We all have ideas about feedback conversations (some
are negative, some are positive).

@ Introduction

® Giving * Since we approach life from our own perspectives, our
Constructive behavior can add to or create difficulties in
Feedback communication.
® Receiving * Understanding others' perspectives can help us overcome
Constructive communication problems.
Feedback #* There are lots of opportunities at work to provide
feedback.

® Final Quiz

CBT Contents  Resources Support n Page 29 of 73 D
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Let's Ask Anne

: "50, I need to listen to and understand the
@ Introduction perspectives of others.
® Giving It is better to communicate from many
Constructive perspectives.
Feedback
@ Receiving | will need to remove myself from the feedback
Constructive discussion.
Feedback

Constructive feedback is good for everyone.

® Final Quiz
Yes, | am getting this now."

Giving and Receiving Constructive Feedback

Feedback Opportunities Handout

Mow that you've had a chance to identify some
feedback opportunities, it is time to discover exactly
how to go about giving and receiving constructive

® Giving feedback. We will begin with the giving and then

Constructive move on to the receiving.
Feedback

@ Introduction

@ Receiving Have you wondered how effective you currently are

Constructive at giving constructive feedback?
Feedback

Have you wondered how other people would
® Final Quiz evaluate you at giving constructive feedback?

Click here to open and print the Feedback Opportunities
Handout.

* Read each statement.

* Check the box that best describes how you think others
would evaluate you in giving constructive feedback. The
choices are: Almost Always, Sometimes and Almost Mever.

CBT Contents  Resources Support n Page 310f 73 D
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Handout Instructions

* Total the number of check marks in each column at the
bottom of the assessment.

# Did you notice the far left column that lists steps 110 57

* You will receive more information about these steps after
yOu SCOre your assessment.

® Fach of the items on the assessment relate to the different
steps in the Giving Constructive Feedback process.

* [tems 1-10 for Steps 1-3 are critical to building an
environment of openness, respect and mutual trust.

& |tems 11-20 for Steps 4 and 5 help youencourage the
other person's involvement and move the conversation
toward finding solutions.

Handout Instructions

Let's take a close look at your completed
assessment.

Almost Always indicates an overall area of strength.
Sometimes indicates an opportunity to strengthen
yvour skills.

Almost Never indicates areas that need attention
right away.

For items 1-10, write down your strengths by
identifying the items you checked Almost Always.

Now identify and write the skills you should
strengthen. These are the items you checked Almost
MNever.

You will want to target opportunities in the
'‘Sometimes’ and 'Almost Never' categories to
fine-tune your skKills.

CBT Contents  Resources Support n Page 33 of 73 D
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Five Steps

In this section of our computer-based-training, we
will cover the Five Steps to Giving Constructive
Feedback.

@ Introduction

® Giving
Constructive The five steps are:
Feedback
@ Receiving STEP 1: Conve_y your p_c:u_s.itive intent.
Constructive STEP 2: Describe specifically what you observed.
Feedback STEP 3: State the impact of the behavior or action.

STEP 4: Ask the other person to respond.
® Final Quiz STEP 5: Focus the discussion on solutions. -
__.‘.

Giving and Receiving Constructive Feedback

Step 1: Convey your positive intent.

Examples:
@ Introduction

Mentally prepare to give feedback.

@ Giving Even if you need to give immediate feedback,
Constructive you can take a second to focus on the positive
Feedback outcome you seek. Having a clear, constructive

@ Receiving purpose will help you convey a sense of
Constructive objectivity and respect.

Feedback

Consider the timing.

® Final Quiz In addition to making sure that you are clear
about your purpose in giving feedback, choose a
time when the other person is likely to be
receptive to what you have to say. Avoid times
when other people are present or when the
person is busy, tired or upset.

CBT Contents  Resources Support n Page 35 of 73 D
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Briefly state what you would like to cover.

Useful phrases include:
* "[have some thoughts about..."
® Giving - " ; "
Construchve Could we discuss...
Feedhack * "lhave a concern about._ "

* "Let'stake alook at.."

@ Introduction

@ Receiving
Constructive
Feedback

® Final Quiz

CBT Contents  Resources Support n Page 36 of 73 D
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Step 1: Convey your positive intent.

Express a common goal.
@ Introduction .
Expressing a common goal as part of your

statement helps the person understand the positive

e b results of listening to and acting on the feedback.
Construchive - .
Feedback It will also reduce the chance that you will come

across as placing blame. Common goals may be
® Receiving as simple as meeting deadlines, improving

Constructive

coordination or making more effective use of time.
Feedback d

Examples:

"Donald, we need to meet this project deadline and
we're running late. Let's take a look at what we can
do."

® Final Quiz

"Sabrina, could we discuss the new processing
procedures? I'm concerned that these changes
aren't helping us meet our goal of serving
customers faster.”

CBT Contents  Resources Support n Page 37 of 73 D
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Anne

: "You'll be writing about the feedback opportunity
@ Introduction you identified on another sheet of paper.

® Giving I'll write about the feedback opportunity | listed
Constructive for Robert. Please proceed to the next screen to
Feedback see what | wrote in my journal.”

@ Receiving
Constructive
Feedback

® Final Quiz

CBT Contents  Resources Support

Giving and Receiving Constructive Feedback ‘!

.
L]

u
Bl LEARMNING | SERNTER

@ Introduction

® Giving R.'oberl, do you have a
Constructive minute to talk about our
Feedback monthly report?

@ Receiving

Constructive
Feedback

® Final Quiz

CBT Contents  Resources Support
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Step 1 Review

: Conveying a positive intent will make it easier

@ Introduction for the other person to hear and listen to your

feedback.

® Giving
Constructive
Feedback

Mentally prepare
* Consider the timing
@ Receiving * Briefly state what you would like to cover

Constructive . |
Feedback press a commaon goal

L]

) ) Remember that when you express a common
@ Final Quiz goal, you convey a positive intent.

Giving and Receiving Constructive Feedback

Step 2: Describe specifically what you observed.

Examples
@ Introduction
Be Specific
@ Giving Use facts or figures whenever possible.
C:e“;';'au':fve Examples:
F
= * "In going over the data, | found that we are 11 records
® Receiving short.”
Constructive * '"The turnaround time is now up to a day and a half
Feedback late "
® Final Quiz Be brief and to the point S
The most effective feedback gets to the significant
part quickly.
Examples:

* "Some of the tools are inthe wrong drawer."

#* "The computer files are not organized the way that we
agreed.”

CBT Contents  Resources Support n Page 41 of 73 D
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Step 2: Describe specifically what you observed.

Focus on the behavior or action, not on the person.
@ Introduction

Awvoid using the word you. It puts people on the

® Giving defensive.
Constructive Instead of saying : "You didn't organize the computer
e files the way that we agreed.”

® Receiving Do say : "The computer files are not organized the
Constructive way that we agreed.”

Feedback
Limit your feedback to one behavior or action.

® Final Quiz

Some people have a tendency to store up feedback
and cover many topics at once. This practice is
commonly known as "gunny-sacking.” The result is
usually a defensive response from the person
receiving the feedback.

CBT Contents  Resources Support

Giving and Receiving Constructive Feedback

ENEEEEEEEEEEEEEEEEE You said you started the

report on Monday. We

® Introduction need it finished by next
Wednesday. What

® Giving figures can | gather for

Constructive

Feedback you that you have not

recorded yet?

@ Receiving
Constructive
Feedback

® Final Quiz

CBT Contents  Resources Support
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® Final Quiz

Step 2 Review

For feedback to be effective, the other person
needs to believe that what you say is real and
valid.

* Be specific
#* Be brief and to the point
* Focus on the behavior or action

# Limit your feedback to ONE behavior or action
This is more likely to happen when your
comments are specific and concrete. By simply
stating the facts without judgment or
interpretation, you establish a common ground on

which both you and the other person can build a
solution.

Femember to focus on the behavior or action, not
on the person.

Giving and Receiving Constructive Feedback

Step 3: State the impact of the behavior or

action.

Link the behavior or action to important
business needs or challenges.

EENEEEEEEEEEEEEEEEE
@ Introduction

® Giving Explain the impact of the behavior or action

Constructive on such things as:
Feedback

® Receiving * Business plans or goals
Constructive Customer satisfaction
S Crganization-wide systems

Costs or cycle time

The amount of rewark

Important reports or measurements

® Final Quiz

*. & & » @
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Step 3: State the impact of the behavior or

EEEEEEEEEEEEEEEEEEN actiﬂn_

State only one or two of the most significant
consequences.

Select only the most important conseguences or
yvour feedback may be viewed as an attack
rather than as information offered in a supportive
manner.

Maintain an objective tone.

Describing the negative consequences of an
action or behavior can cause you to slip into an
emotional state. If this is a potential problem for
you, practice ahead of time so you can describe
the situation in a straightforward manner.

Resources Support

Giving and Receiving Constructive Feedback ‘!
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® Final Quiz
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Our team is measured
on the timeliness of this
report, Robert. It is
delivered to the
Governor's Office. If
we're late, we look bad
and the agency looks
bad. | don't like looking
bad, Robert.

n Fage 47 of 73 D
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Step 4: Ask the recipient to respond.

Invite the other person to respond.
There are several ways to invite a response.

One is simply to complete what you are saying
and then pause. Look the person in the eye to
indicate that you are waiting for a response. -

Another way is to ask an open-ended question
such as: |

* "What do you think?"

* "“What is your view of the situation?"
* "Tellme, what are your thoughts?”
* "How do you see things?"

Listen objectively to the other person's response.

Listening to the other person's response will enable
you to determine what to do next. If you have given
yvour feedback objectively, the chances are that you
will receive an objective response.

Summarize the other person's key points.

Summarizing the recipient's point of view often
diffuses a negative situation and keeps the door to
communication open. By listening and summarizing,
you are not necessarily agreeing with the other
person, but you are showing respect for his or her
viewpoint.




Giving and Receiving Constructive Feedback

Step 4 Review

Ask the other person (recipient) to respond.
@ Introduction

#* |nvite the personto respond.

® Giving . N .
Construchve #* | isten objectively to the other person's response.
Feedhack * Summarize the person's key points.

® Receiving Since feedback is about opening doors, you need
Constructive to find out what the other person thinks. Unless
Feedback you ask for a response, you run the risk of a

one-sided conversation that does not lead to

@ Final Quiz problem-solving or mutual learning. Asking for a

response also helps to keep the discussion
objective.
Remember to summarize the other person's key
points.

CBT Contents  Resources Support
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@ Introduction

S0, Robert, what's your

Constructive take on all of this?
Feedback

® Giving

@ Receiving
Constructive
Feedback

® Final Quiz

CBT Contents  Resources Support
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Step 5: Focus the discussion on solutions.

Determine and agree upon what to do next.

At this point in the conversation, you will need
to make a judgement based on the person's
response during Step 4.

In some cases, you may have to revisit earlier
steps to establish the need for action.

In other cases, you can move ahead to
problem-solving or other follow-up actions.

Giving and Receiving Constructive Feedback

@ Introduction

® Giving
Constructive
Feedback

@ Receiving

Constructive
Feedback

® Final Quiz

Page 24 of 34
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Ask for the specific help or change that you
seek.

In giving feedback, the reality is that you want
to see the other person make some kind of
change. State your expectations so the person
will know what to do next time.

Examples:
* "Nexttime will you. 2"

* "We could provide the customer with quicker
service if you..."

* "Awin-win solution here would be if you..."




Giving and Receiving Constructive Feedback

@ Introduction

® Giving
Constructive
Feedback

@ Receiving
Constructive
Feedback

® Final Quiz

CBT Contents

Resources Support

=
]

]

"l LEARMNING | CSENTER

B

Step 5: Focus the discussion on solutions.

If you are making suggestions, avoid coming
across as an expert.

Anytime you offer alternatives, you are explaining
how vou, yourself, might approach the problem.
Especially in technical areas, you may not know
enough about what goes on behind the scenes to
supply the perfect solution.

Leave responsibility for action with the other
person.

In giving constructive feedback, you will get the best
results if you simply describe what is not working
and allow the other person to figure out the details.
This approach is essential to building accountability .

Giving and Receiving Constructive Feedback

@ Introduction

® Giving
Constructive
Feedback

@ Receiving
Constructive
Feedback

® Final Quiz

CBT Contents

Manage your own expectations.

Using the 5 steps, even perfectly, will not
magically transform the other person into the
supervisor, subordinate or peer of your
dreams. However, it will help open a door to
problem- solving and mutual learning.

Resources Support
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Step 5 Review

Focusing this discussion away from problems

@ Introduction and toward solutions not only leads to
problem-solving and mutual learning, but also
® Giving ensures an objective exchange of dialogue.

Constructive

Feedback * Determine and agree upon what to do next.

® Ask for the specific help or change you seek.

@ Receiving * \When making suggestions, avoid sounding like
Constructive an Expert_

Feedback

* | eave responsibility for action with the other
person.

e * Manage your own expectations.

The main point of Step 5 is to determine and
agree upon what to do next.

CBT Contents  Resources Support

Giving and Receiving Constructive Feedback ‘!
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@ Introduction | would like to start

the report 2 weeks
® Giving before it is due and
Constructive perform no other
=z IR tasks during that
® Receiving period of time. Is that
Constructive okay with you, Anne?

Feedback

® Final Quiz

CBT Contents  Resources Support
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Giving Feedback Review

MNow let's see how much you remember about the five

@ Introduction steps in giving constructive feedback.
® Giving On the following page, there is a matching exercise.
Constructive Match each of the 'Steps in Giving Feedback' in the
S left column with the correct 'Feedback Characteristic’
@ Receiving in the right column.
Constructive
Feedback Drag the correct letter from the right column to its

corresponding Step in the left column.
® Final Quiz

Giving and Receiving Constructive Feedback ‘!

.
L]

u
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Matching Summary

@ Introduction

Steps in Giving Feedback Feedback Characteristics

@ Giving 1. Convey positive intent. it iact

S Y P — Maintain an objective tone.

Feedback -

2. Describe what was observed. Summarize the other person's key points.

® Receiving

Constructive 3. State the impact of the behavior or Express a common qoal

Feedback action. P doak

Manage your expectations.
@ Final Quiz 4. Ask the other person to respond.

. Focus on the behavior, not on the person.
5. Focus on solutions.

Click, hold, and drag the items in the right column to match the iftems in the Jeft cofumn.

Submit Answer J

CBT Contents  Resources Support n Page 59 of 73 D
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Chapter Summary

At work, we often have written material to help
us remember what happened in a particular
meeting or in completing our every day tasks.

@ Giving This is very valuable.
Constructive
Feedback

@ Introduction

However, if we become too dependent on

@ Receiving written material, we may stop listening to one
Constructive another or we may stop being careful to be
Feedback clear when we speak. We could miss some

important information or nuance.

® Final Quiz

Therefore, listening techniques are important in
our every day business interactions. Our
chapter on Receiving Constructive Feedback
begins as the next chapter in this course.

Giving and Receiving Constructive Feedback “ I
L e

: This completes the chapter on Giving Constructive
@ Introduction Feedback. Click on the Complete Chapter button
below to continue to the next chapter of this

@ Giving training course. Ch&pt@f

Constructive
Feedback

- Complete Chapter ]
® Receiving -
Constructive
Feedback

® Final Quiz

CBT Contents  Resources Support n Page 61 of 73 E
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Receiving Constructive Feedback

In this section of our computer-based-training,
we will cover Recelving Constructive

@ Introduction

Feedback.
® Giving
Constructive Receiving constructive feedback almost always
e involves some discomfort. Each of us needs to
@ Receiving make an extra effort to hear the other person
Constructive out. We will view technigues that will help you
Feedback respond constructively in feedback situations
whether you think the feedback is justified or
@ Final Quiz not.

CBT Contents  Resources Support n Page 62 of 73 D
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Foundation Techniques

Remember that the techniques, listed below, are
the foundational technigues in receiving
feedback. These techniques are:

@ Introduction

® Giving
Constructive . F_opus on the content, not on the person (the
= giving person cares; look for the "nugget of
wisdom").
® Receiving
Constructive # Listen calmly and attentively (get the complete
Feedback picture; tune in fully; monitor your own negative
reactions).

® Final Quiz

* Clarify the feedback (ask a few key questions to
ensure you understand; do not antagonize the
person).

CBT Contents  Resources Support n Page 63 of 73 D
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Additional Techniques

Remember that the techniques, shown below,
may be used in any order and as often as it
makes sense. These techniques are:

@ Introduction

® Giving
Constructive

Feedback * Acknowledge the other person's concerns. (Show

you understand the point of view; point out
commaon goals; show your willingness for mutual

s problem-solving.)

Constructive
Feedback

* Ayvoid defending or over-explaining. (Do correct
inaccuracies; always sort out what you will say

® Final Quiz before speaking.)

* Welcome suggestions. (Focus on the future; find
at least one thing you can do differently to
improve.)

u
Tl L EARMING |[CENTER

Giving and Receiving Constructive Feedback ‘!

After Receiving Feedback

Remember to use the following techniques after
you receive the feedback. These techniques
are:

@ Introduction

® Giving
Constructive

Feedback * Ask for feedback regularly.

® Receiving * [f in doubt about the merit of the feedback, check
Constructive with others.
Feedback

* FEvaluate feedback you receive and decide what
® Final Quiz changes you can make.

+ | etthe feedback giver Know when you
implement changes that stem from the feedback
given to you.

CBT Contents  Resources Support n Page 65 of 73 D
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@ Introduction

® Giving
Constructive
Feedback

@ Receiving

Constructive
Feedback

® Final Quiz

Feedback Considerations

Some feedback situations are more challenging
than others. Some people experience feedback
as pure criticism and don't want to hear it. Others
only want to hear praise. There are those who
want feedback and even seek it out. It comes
down to whether you believe feedback will harm
you or benefit you.

The following screens offer you considerations to
make before giving feedback.

Giving and Receiving Constructive Feedback ‘!

@ Introduction

® Giving
Constructive
Feedback

@ Receiving
Constructive
Feedback

® Final Quiz

CBT Contents  Resources Support n Page 67 of 73 D
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1. Assess the situation

* Determine what is at stake. Weigh the cost of not giving
the feedback against the possible discomfort or risk of
giving it.

* |f possible, find out how the person usually responds to
feedback. Estimate the likelihood of a favorable
response and your own skills for handling an
unfavorable response.

* [T you believe that giving this feedback might be a
career-limiting move, don't give it. However, do be
honest and ask yourself: "Am | jumping fo conclusions
about the outcome fo avoid an uncomfrortable
situation?"

u
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Giving and Receiving Constructive Feedback

2. Do your homework

. * [Determine the best time and format in which to
@ Introduction convey your information.

® Giving # Be sure you have your facts in order.
Constructive
Feedback * Find out how this issue fits in with other issues the

bk person deals with on a daily basis.
@ Receiving

Constructive . ) .
Feedback Plan what you want to say; rehearse if necessary.

* Visualize yourself remaining calm and objective

Il when giving the feedback.

#* Deliver the feedback as best you can.
® Introduction

# | jsten carefully to the reply and acknowledge
® Giving any new information or perspective the person
Constructive provides.
Feedback

* | earn something that will make it easier to give

@ Receiving feedback to this person the next time.
Constructive

Feedback

® Final Quiz

CBT Contents  Resources Support n Page 69 of 73 D
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4. Show your team spirit

#* Build a name for yourself as a problem-solver.
® Introduction

# Show your willingness to explore and carry out possible
® Giving solutions.
Constructive

Feedback * Focus on improving performance today; not on

bk renashing yesterday's mistakes.
@ Receiving

Constructive
Feedback

® Final Quiz

CBT Contents  Resources Support

Giving and Receiving Constructive Feedback “ I
L e

@ Introduction

Well Robert, we turned
@ Giving that report in on time.
Constructive . :
Y Thank you; greatjo!a.
Did anyone complain
L EECEL-“E about you not being
Foodback available to provide

assistance to them?
® Final Quiz

CBT Contents  Resources Support
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Chapter Summary

To reinforce the concepts you learned today, it is
important to plan how to use these skills inyour
work. You now have the opportunity to think about
@ Giving what you learned and identify those skills that you

Constructive will apply immediately.
Feedback Ak Y

@ Introduction

@ Receiving
Constructive
Feedback

® Final Quiz
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This completes the chapter on Receiving Constructive
feedback and the course. Click on the Complete
Chapter below to continue on to the Final Exam for

® Giving this course. Ch&pt@f

@ Introduction

Constructive
Feedback

- Complete Chapter ]
® Receiving -
Constructive
Feedback

® Final Quiz
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